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Applications

Estimates

Second Quarter
Calls

Volume

Answer speed as 
quarter progressed

Education

6,200+ members 
served through retirement 

sessions and presentations

Retirement

Volume
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Customer Service
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Call Volume     Over 2016

Prior Years - Quarter 2 Totals
2017 2016 2015 2014 2013

Email 4,124 3,135 3,347 3,273 2,905

Calls 48,277 44,272 44,909 46,010 44,689

Wait times typically longer in May, 
after annual statements mailed

17,803 14,896 12,578

1,678
1,071

761

April May June

Average wait:
3:18

Average wait:
4:04

Average wait:
3:41
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Shifting Service Delivery
Small Group Retirement Sessions: 73

Members Served 548 (-235)

Average number per session 8

Individual Retirement Sessions: 2,480

Members Served 2,480 (+802)

Breakdown by Interaction Type:

- With an in-person appointment 992 (+38)

- With a virtual appointment 81 (+80)

- Without an appointment 130 (-398)

- Via Quick Service 1,277 (+1,082)
Field Presentations:  9

Members Served 1,423 (-419)

Average number per session 119

Webinar Presentations:  57

Members Served 1,818 (-363)

Average number per session 31
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2,872 3,085
2,267

257
269

168

24
34

42

April May June

Beneficiary Designations

Second Quarter 2017 2016 2015
Military Service
Affidavits 2 3 11

Domestic Partner
Affidavits 100 117 139

Rehired Annuitant 
Elections 694 657 626

Beneficiary
Designations 8,224 8,566 8,273

Total 9,020 9,343 9,049
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Trends
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Annuity Options Are Consistent
868

806

529

385
278

229 207
110

672
767

479

346
243 248

188
106

Joint & Survivor,
100% Continued,

180 payments
guaranteed

Lump Sum Life Annuity,
180 payments

guaranteed

For Annuitant's
Life Only

Joint & Survivor,
100% continued

Life Annuity,
60 payments
guaranteed

Joint & Survivor,
75% Continued

Joint & Survivor,
Reduced 25% on

Death of Annuitant
or Named Survivor

Q2 2017 Q2 2016
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Retirement Estimate Requests

22,586
25,930 24,315 22,958

13,953

6,676 7,621 6,527 5,839 7,003

2013 2014 2015 2016 2017
Year Total Quarter 2

Trending 
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Retirement Applications

13,841 14,452 13,278 12,715

7,256

4,884 6,148 4,711 4,743 4,744

2013 2014 2015 2016 2017
Year Total Quarter 2

On Pace With Previous Years
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Questions?



Retirement Services Update – September 21, 2017 12

Thank you

etf_wi etf.wi.gov
608-266-3285

1-877-533-5020ETF E-mail Updates
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